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DETAILED ACTION 
Claim Rejections - 35 USC § 102 

1. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that form the 
basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in a patent granted on an application for patent by another tiled in the 
United States before the invention thereof by the applicant for patent, or on an international application 
by another who has fulfilled the requirements of paragraphs (1), (2), and (4) of section 371(c) of this 
title before the invention thereof by the applicant for patent. 

The changes made to 35 U.S.C. 102(e) by the American Inventors Protection Act 
of 1999 (AIPA) and the Intellectual Property and High Technology Technical 
Amendments Act of 2002 do not apply when the reference is a U.S. patent resulting 
directly or indirectly from an international application filed before November 29, 2000. 
Therefore, the prior art date of the reference is determined under 35 U.S.C. 102(e) prior 
to the amendment by the AIPA (pre-AIPA 35 U.S.C. 102(e)). 

2. Claim 1 is rejected under 35 U.S.C. 102(e) as being anticipated by U. S. Pat. No. 
6,424,709 issued to Doyle et al (hereinafter Doyle). 

Regarding claim 1, Doyle discloses a skill-based automatic call distributor for an 
Internet based call center (see fig. 5, call processing of email by email handler 70, 
Internet gateway 72, and col. 12, lines 60-61) comprising: 

• Receiving means (see fig. 4, inbound trunks) to receive Internet based inquiries (see 
Internet call in col. 13, line 10) and to derive from each inquiry of relevant 
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information regarding the nature of the inquiry (along with the calls, the ACD 18 in 
fig. 1 receives information about the calls from the PSTN 16; see col. 2, lines 45-49). 

• A look up table in the ACD for storing data respecting skills and availability of agents 
on duty (see agent name and agent skill matrix in table II of col. 6). 

• Means to match available agents having relevant skills with the inquiry and to pass 
the inquiry to a selected agent (see fig. 4, skills routing module 52, and col. 4, lines 
36-38). 

3. Claim 11 is rejected under 35 U.S.C. 102(e) as being anticipated by U. S. Pat. No. 
6,636,598 Thomson et al (hereinafter Thomson). 

Regarding claim 11, Thomson discloses a method of integrating the routing of 
internet based inquiries with the routing of voice calls to appropriate agents at a call 
center employing a voice based automatic transaction distribution system comprising: 

• Providing an Internet based ACD at the call center (see fig. 1, ATD 2, and col. 3, 
lines 45-46), the Internet based ACD maintaining a look up table containing agent 
information respecting skills and availability of the agents (see fig. 2, one or more 
skill proficiency attributes 70 and availability attribute 72, and col. 5, lines 61-62); 

• Providing a switch interface to route both voice calls and Internet inquiries to 
respective agents based on the skills and availability of the agent (see fig. 1, ATD 
which interfaces to the switch via path 20 and routes the transaction agent based on 
skill and availability attributes; see col. 4, lines 42-45). 
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• Providing means to remove an agent from a list of available agents when the agent is 
occupied on either a voice call or an Internet based inquiry (see fig. 2, availability 
attribute 72, and col. 5, lines 61-62). 

Claim Rejections - 35 USC § 103 

4. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as 
set forth in section 1 02 of this title, if the differences between the subject matter sought to be 
patented and the prior art are such that the subject matter as a whole would have been obvious at 
the time the invention was made to a person having ordinary skill in the art to which said subject 
matter pertains. Patentability shall not be negatived by the manner in which the invention was 
made. 

5. Claims 2-10 and 12-15 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
U. S. Pat. No. 6,424,709 issued to Doyle et al (hereinafter Doyle) in view of U. S. Pat. 
No. 6,636,598 Thomson et al (hereinafter Thomson). 

Regarding claim 2, although Doyle discloses the limitations in claim 1 discussed 
earlier, he does not disclose having means to place the inquiry on hold in the event that an 
agent having appropriate skills is not available. 

Thomson discloses putting the transaction participants on hold to await a better-qualified 
agent (see col. 1, lines 36-39) and placing the agents in queue based on availability (see 
fig. 14, queues and matrices 14, and col. 2, lines 40-45). 

Therefore, it would have been obvious to those having ordinary skill in the art, at the time 
of invention, to have an automatic call distributor for an Internet based call center 
comprising: receiving means, a look up table in the ACD, means to match available 
agents having relevant skills, and means to place the inquiry on hold in the event that an 
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agent having appropriate skills is not available for a key reason. Since a call may be 
distributed to an agent that is not best qualified or not available, hence, it will be 
necessary to have means to place the call on hold to await next available best qualified 
agent to handle the call as taught by Thomson. See col. 1, lines 32-38. 

Regarding claim 3, in additional to disclose the limitations in claim 2 discussed 
earlier, Doyle further discloses the Internet based inquiries include non real time voice 
inquiries, e-mail messages and facsimile transmissions (see fig. 5, FAX handler 68 and 
email handler 70, and col. 13, lines 4-13). 

Regarding claim 4, Doyle discloses a switch interface for use in a call center to 
route voice calls and Internet based inquiries to appropriate agents comprising: 

• A voice based automatic call distributor (see fig. 5, ACD 18) to route voice calls to 
respective agents according to predefined protocols (see fig. 5, voice trunks going 
into ACD 18). 

• An internet based ACD to route internet based inquiries to selected ones of the agents 
based on agent information stored in tables in the internet based ACD (see fig. 5, 
email handler 70 and Internet gateway 72). 

Furthermore, Thomson discloses: 

• Means to designate certain agents as being unavailable when the certain agents are 
already occupied on a voice call or an Internet based inquiry (see putting the 
transaction participant on hold in col. 1, lines 35-36). 

Regarding claim 5, in additional to disclose the limitations in claim 4 discussed 
earlier, Doyle further discloses having means to receive voice calls via the PSTN and to 
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receive internet based inquiries from clients over the Internet (see fig. 5, call processing 
of email by email handler 70, Internet gateway 72, and col. 12, lines 60-61). 

Regarding claim 6, in additional to disclose the limitations in claim 5 discussed 
earlier, Thomson further discloses routing of the voice calls is controlled by a PBX 
controller in association the voice based ACD (see fig. 1, PBX 6 and ATD 2 are working 
together, and col. 3, lines 45-51). 

Regarding claim 7, in additional to disclose the limitations in claim 5 discussed 
earlier, Doyle further discloses routing of the internet based inquiries is controlled by a 
skills based router (SBR) in the internet based ACD (see fig. 4, skills routing module 52, 
and col. 4, lines 36-38). 

Regarding claims 8, 13 and 14, in additional to disclose the limitations in claims 
7 and 1 1 discussed earlier, Doyle further discloses the PBX controller and the SBR 
include means to control (claim 8) and monitor (claim 13) the ratio of voice calls and 
internet based inquiries to the agents; and the ratio of voice based calls to internet based 
inquiries is variable (claim 14). Using the historical loading data, such as voice or 
Internet calls, of the agent, the call loading of the agent can be estimated or varied as 
desired; see col. 3, lines 26-32. 

Regarding claims 9 and 12, in additional to disclose the limitations in claims 4 
and 1 1 discussed earlier, Doyle further discloses having means for the agents to log on to 
the voice based ACD and the Internet based ACD (see fig. 1, TERM 13, 15, 17, and 19, 
fig. 5, Internet gateway 72). 
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Regarding claims 10 and 15, in additional to disclose the limitations in claims 4 
and 1 1 discussed earlier, Thomson further discloses having means to designate certain 
agents as available upon completion of a voice call or an internet based inquiry (claim 
10) and means to remove an agent from a list of available agents, returns the agent to an 
available list upon completion of the voice call or internet based inquiry (claim 15). See 
the availability attribute 72 for each agent in fig. 2, and col. 5, line 62. 



Conclusion 

6. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Daniel K. Lam whose telephone number is (703) 
305-8605. The examiner can normally be reached on Monday-Friday from 8:30 
AM to 4:30 PM. 

If attempt to reach the examiner by telephone are unsuccessful, the 
examiner's supervisor, Chi Pham can be reached on (703) 305-4378. The fax phone 
number for this Group is (703) 872-9314. 

Any inquiry of a general nature or relating to the status of this application or 
proceeding should be directed to the Group receptionist whose telephone number is 
(703) 305-4700. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
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Status Information for unpublished applications is available through Private PAIR 
only. For more information about the PAIR system, see http://pair-direct.uspto.gov . 
Should you have questions on access to the Private PAIR system, contact the 
Electronic Business Center (EBC) at 866-217-9197 (toll-free). 

dkl4£ 

August 14, 2004 




